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Project Compass - Phase 2

Team: RetaY Customer Service, Sales &; Marketillg 1 Prepared By: JI; Anthony, B. Vagenas, P. B~ ~
Subteam:Customer Service Walk In I Date Prepared: 8/1612000
Conceptual Design Area:Walk-in Olflces

At the present time, all Bay State Gas Walk-in centers are responsible to complete a variety of
back office work that must be redirected at the time of the closing. Phase III teams will be responsible for
determining how this work will be redistributed.

Massachusetts
I) Follow up on Commercial applications and deposit payment
2) Address corrections received from the Post Office
3) Process returned mail
4) Update accounts with Protected Status as documentation is received.
5) Maintain files of documentation to update account as protected status expires.
6) Billing adjustments to correct billing when customer has received F / A and has not received the benefit

of being billed on the Low-Income rate.
7) Schedule and assign collection work orders
8) Feedback collection work orders
9) Backup switchboard operator
10) Process Form A for Rental and Sale of Water Heater equipment
I I) Correspondence mailed directly to the Walk-in Center and CMS mail

Maine
In addition to the above items, Maine also has responsibility for the following items.

I) Assign meter reader's work (upload in the AM and download in the PM)
2) Process billing adjustments when meter test results fall outside of the parameters allowed
3) Prepare "Occupancy Verification" package used during winter moratorium

New Hampshire
In addition to the items listed under MA, New Hampshire also has the responsibility of the following item.

1) Pennanent Letters of Authorization for property owner meter transfers.
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